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ABSTRAKSI 
ANALISIS PENGARUH DIMENSI KUALITAS PELAYANAN  
KEPUASAN  PELANGGAN DI SERVICE   DEPARTEMENT   PT.  SUN  
STAR MOTOR KUDUS 
 
HERI SUSANTO 
NIM. 2013-11-040 
Dosen Pembimbing : 1. Dr. H. Mochamad Edris, Drs. MM. 
  2. Indah Dwi Prasetyaningrum, SE. MM. 
 
UNIVERSITAS MURIA KUDUS 
FAKULTAS EKONOMI PROGRAM STUDI MANAJEMEN 
 
Penelitian ini bertujuan untuk menganalisa pengaruh dimensi kualitas pelayanan  
terhadap kepuasan pelanggan di service  departement  PT. Sun Star Motor Kudus. 
Dimana diajukan lima variabel bebas dan satu variabel terikat, yaitu bukti fisik, 
keandalan, daya tanggap, jaminan dan empati sebagai variabel bebas dan 
kepuasan pelanggan sebagai variabel terikat. 
Penelitian ini dilakukan dengan metode survei terhadap pelanggan di service   
departement   PT.  Sun  Star Motor Kudus dan dianalisis dengan regresi. Tahap 
pertama menguji validitas dan reliabilitas pertanyaan setiap variabel. Tahap kedua 
menguji bukti fisik, keandalan, daya tanggap, jaminan dan empati terhadap 
kepuasan pelanggan di service  departement  PT. Sun Star Motor Kudus. 
Hasil penelitian menunjukkan bahwa variabel bukti fisik, keandalan, daya 
tanggap, jaminan dan empati berpengaruh positif signifikan terhadap kepuasan 
pelanggan di service departement  PT. Sun  Star Motor Kudus. Pihak manajemen 
diharapkan mempertahankan ketepatan waktu, pelayanan yang sama untuk semua 
pelanggan tanpa kesalahan serta sikap simpatik dan akurasi yang tinggi. 
Disamping itu juga meningkatkan kemampuan dari teknisi servis dengan melalui 
percepatan training sertifikasi teknisi. 
 
Kata kunci:  Keandalan, Daya Tanggap, Jaminan, Empati dan Kepuasan 
Pelanggan. 
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ABSTRACT 
 
THE INFLUENCE’S ANALYSIS OF QUALITY DIMENSION OF 
CUSTOMER SATISFACTION SERVICE IN SERVICE DEPARTMENT PT. 
SUN STAR MOTOR KUDUS 
 
HERI SUSANTO 
NIM. 2013-11-040 
 
 
Guidance Lecturer : 1. Dr. H. Mochamad Edris, Drs. MM.   
  2. Indah Dwi Prasetyaningrum, SE. MM.   
 
UNIVERSITAS MURIA KUDUS 
ECONOMIC DEPARTMENT OF MANAGEMENT PROGRAM 
This study aims to analyze the effect of service quality dimension to customer 
satisfaction in service department PT. Sun Star Motor Kudus. Where are the five 
independent variables and one dependent variable, physical evidence, reliability, 
responsiveness, assurance and empathy as independent variables and customer 
satisfaction as dependent variable. 
This research is done by survey method to customer in service department PT. 
Sun Star Motor Kudus and analyzed by regression. The first stage examines the 
validity and reliability of each variable question. The second phase examines 
physical evidence, reliability, responsiveness, assurance and empathy to customer 
satisfaction in service department PT. Sun Star Motor Kudus. 
The results showed that the variable of physical evidence, reliability, 
responsiveness, assurance and empathy have a significant positive effect on 
customer satisfaction in service department PT. Sun Star Motor Kudus. The 
management is expected to maintain the timeliness, the same service for all 
customers without error and sympathetic attitude and high accuracy. Besides, it 
also enhances the ability of service technicians by accelerating the technician 
certification training. 
 
 
 
viii 
 
Keywords: Physical Evidence, Reliability, Responsiveness, Assurance, Empathy 
and Customer Loyality. 
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